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300

302
\ RECEIVE ACCOUNT DATA

Y

204 IDENTIFY AN ACCOUNT STATUS ASSOCIATED WITH AN
ACCOUNT(S) BASED ON THE ACCOUNT DATA (E.G., ACCOUNT
“~ BALNACES, PAYMENT DUE DATES, ACCOUNT CALLING VELOCITY
OF AN ACCOUNT, STATE OR FEDERAL REGULATIONS, AND SO
FORTH)

A 4

306 ~ |GROUP THE ACCOUNT(S) INTO ONE OR MORE QUEUES BASED ON
THE IDENTIFIED ACCOUNT STATUS

Y

308
NG SELECT AFIRST CALL MODE FOR AT LEAST ONE QUEUE I

SELECTED FROM THE ONE OR MORE QUEUES

y

\_| DETERMINE DIALING PARAMETERS ASSOCIATED WITH THE FIRST
CALL MODE

310

A4

12
3 Y PROVIDE THE AT LEAST ONE QUEUE TO A USER VIA A DISPLAY OF

A COMPUTING DEVICE THAT IS IN COMMUNICATION WITH THE
SYSTEM

FIG. 2
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300

N

314 —| LAUNCH A FIRST ACCOUNT FROM A FIRST QUEUE OF THE AT
LEAST ONE QUEUE

\ 4
316 PROVIDE A FIRST INWARD CALL ASSOCIATED WITH THE FIRST
N ACCOUNT TO THE USER IN ACCORDANCE WITH THE FIRST
CALLING MODE

A 4

318 ~ SWITCH THE FIRST CALLING MODE TO A SECOND CALLING MODE I

A 4

320 ~ | LAUNCH AN ADDITIONAL ACCOUNT OF A SECOND QUEUE OF THE I

AT LEAST ONE QUEUE

Y

322 ~ | ALLOW THE USER TO SELECT A DELAY PERIOD AND/OR DIALING
STRATEGY FOR EACH ACCOUNT IN THE SECOND QUEUE

A 4

394 INITIATE AN ASSISTED OUTWARD CALL FROM THE USER'S
™~ COMPUTING DEVICE AFTER THE DELAY PERIOD AND/OR IN
ACCORDANCE WITH THE DIALING STRATEGY

Y

326 ~_| SWITCH THE SECOND CALLING MODE BACK TO THE FIRST

CALLING MODE
\4

381 | AUNCH A SECOND ACCOUNT FROM THE FIRST QUEUE I:—
\ 4

330 ~_ PROVIDE A SECOND INWARD CALL TO THE USER IN

ACCORDANCE WITH THE FIRST CALLING MODE

FIG. 3
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1
VIRTUAL CALLING MODES

BACKGROUND

Companies often rely on calling campaigns to reach their
customers. Based on regulations, time zones, customer pref-
erences, and the like, each customer may require different
calling strategies. For example, a customer may prefer to be
contacted on certain days of the week or times of day, or
certain law may restrict the number of calls or the phone
number that can be used to contact the customer. Because
each call may have different restrictions or preferences, deter-
mining and executing calling campaigns that are efficient,
compliant, and satisfactory to customers can be challenging.

BRIEF SUMMARY

The embodiments provided herein are directed to systems
for implementing virtual dialing campaigns using virtual call-
ing modes. In some embodiments, the systems include a
computer apparatus including a processor and a memory and
a virtual dialer software module stored in the memory, com-
prising executable instructions that when executed by the
processor cause the processor to: receive account data asso-
ciated with customer accounts. In some embodiments, the
executable instructions further cause the processor to identify
an account status associated with each of the accounts based
on the account data. In some embodiments, the executable
instructions further cause the processor to group the accounts
into one or more queues based on the identified account
status; In some embodiments, the executable instructions fur-
ther cause the processor to select a first call mode for at least
one queue. In some embodiments, the executable instructions
further cause the processor to determine dialing parameters
associated with the first call mode. In some embodiments, the
executable instructions further cause the processor to provide
the at least one queue to a user via a display of a computing
device that is in communication with the system.

In some embodiments of the systems, the executable
instructions further cause the processor to launch a first
account from a first queue of the at least one queue and
provide an inward call to the user in accordance with the first
calling mode. In other embodiments, the executable instruc-
tions further cause the processor to switch the first calling
mode to a second calling mode. In still other embodiments,
the executable instructions further cause the processor to
allow the user initiate an outward call associated with a sec-
ond account of a second queue of the at least one account in
accordance with the second calling mode. In further embodi-
ments, the executable instructions further cause the processor
to switch the second calling mode back to the first calling
mode; launch a second account from the first queue; and
provide a second inward call to the user in accordance with
the first calling mode. In some embodiments, the executable
instructions further cause the processor to allow the user to
select an account from the second queue and dial a second
outward call from the computing device.

In other embodiments of the systems, the executable
instructions further cause the processor to allow the user to
select at least one of a delay period and dialing strategy for at
least one account in the at least one queue, wherein the dialing
strategy comprises a dialing order for every phone number
associated with the at least one account. In still other embodi-
ments, the executable instructions further cause the processor
to automatically initiate a first outward call associated with
the first account from the computing device after the delay
period of in accordance with the calling strategy. In further
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2

embodiments, the executable instructions further cause the
processor to automatically initiate a second outward call
associated with the first account or associated with a second
account. In some embodiments, the executable instructions
further cause the processor to switch the first calling mode to
a second calling mode. In other embodiments, the at least one
queue comprises accounts having balance due dates for a
pre-selected period of time.

In still other embodiments of the system, the account data
comprises account numbers, customer names, account phone
numbers, account balances, payment due dates, account call-
ing history, account velocities, or regulations. In some
embodiments, the executable instructions further cause the
processor to apply filter criteria to the account data; and
prioritize the accounts based on the filter criteria.

Further provided herein are embodiments directed to a
computer program product for implementing virtual dialing
campaigns using virtual calling modes. In some embodi-
ments, the computer program product comprises a computer
readable storage medium having computer readable program
code embodied therewith, the computer readable program
code comprising computer readable program code configured
to receive account data associated with customer accounts. In
some embodiments, the computer program product further
includes computer readable program code configured to iden-
tify an account status associated with each of the accounts
based on the account data. In some embodiments, the com-
puter program product further includes computer readable
program code configured to group the accounts into one or
more queues based on the identified account status. In some
embodiments, the computer program product further
includes computer readable program code configured to
selecta first call mode for at least one queue. In some embodi-
ments, the computer program product further includes com-
puter readable program code configured to determine dialing
parameters associated with the first call mode. In some
embodiments, the computer program product further
includes computer readable program code configured to pro-
vide the at least one queue to a user via a display of a com-
puting device that is in communication with the system.

In further embodiments, the computer program product
further includes computer readable program code configured
to launch a first account from a first queue of the at least one
queue and provide an inward call to the user in accordance
with the first calling mode. In some embodiments, the com-
puter program product further includes computer readable
program code configured to switch the first calling mode to a
second calling mode. In other embodiments, the computer
program product further includes computer readable program
code configured to allow the user to select at least one of a
delay period and dialing strategy for a second account in a
second queue of the at least one queue, wherein the dialing
strategy comprises a dialing order for every phone number
associated with the at least one account. In still other embodi-
ments, the computer program product further includes com-
puter readable program code configured to initiate an assisted
outward call associated with the second account from the
computing device after the delay period or in accordance with
the dialing strategy.

In additional embodiments, a computer-implemented
method for implementing virtual dialing campaigns using
virtual calling modes is provided. In some embodiments, the
method includes receiving account data associated with cus-
tomer accounts. In some embodiments, the method includes
identifying, by a processor, an account status associated with
each of the accounts based on the account data. In some
embodiments, the method includes grouping the accounts
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into one or more queues based on the identified account
status. In some embodiments, the method includes selecting,
by a processor, afirst call mode for at least one queue. Insome
embodiments, the method includes determining dialing
parameters associated with the first call mode. In some
embodiments, the method includes providing, by a processor,
the at least one queue to a user via a display of a computing
device.

In additional embodiments of the method, the method
includes launching a first account from a first queue of the at
least one queue and providing an inward call to the user in
accordance with the first calling mode. In some embodi-
ments, the method includes switching the first calling mode to
a second calling mode. In other embodiments, the method
includes initiating an assisted outward call associated with a
second account of a second queue of the at least one account
in accordance with the second calling mode.

BRIEF DESCRIPTION OF THE SEVERAL
VIEWS OF THE DRAWINGS

The present embodiments are further described in the
detailed description which follows in reference to the noted
plurality of drawings by way of non-limiting examples of the
present embodiments in which like reference numerals rep-
resent similar parts throughout the several views of the draw-
ings and wherein:

FIG. 1 provides a block diagram illustrating a system and
environment for providing virtual calling modes;

FIG. 2 is a flowchart illustrating a system and method for
providing and configuring virtual calling modes;

FIG. 3 is a flowchart illustrating a system and method for
providing and configuring virtual calling modes in accor-
dance with various embodiments;

FIG. 4 is an illustration of a graphical user interface for
providing virtual calling modes to a system user in accor-
dance with various embodiments;

FIG. 5 is an illustration of a graphical user interface for
providing virtual calling modes to a system user in accor-
dance with various embodiments; and

FIG. 6 is an illustration of a graphical user interface for
providing virtual calling modes to a system user in accor-
dance with various embodiments.

DETAILED DESCRIPTION

The embodiments presented herein are directed to systems,
methods, and computer program products for providing and
configuring virtual calling modes for dialing campaigns. In
some embodiments, accounts are grouped into queues based
on account statuses such as payment due dates. One or more
calling modes are assigned to each queue. The calling modes
include inward call modes, outward call modes, manual dial
modes, view first modes, browse modes, auto dialing modes,
and the like. In some embodiments, the selected calling
modes are blended to include, for example, inward call, out-
ward calls, manual dialing, and assisted dialing. In this way
outward bound dialing campaigns can be implemented while
at the same time inward bound calls from customers can be
more efficiently and quickly processed, which in turn reduces
customer call abandonment rates and increases customer sat-
isfaction.

The embodiments of the disclosure may be embodied as a
system, method, or computer program product. Accordingly,
aspects of the present disclosure may take the form of an
entirely hardware embodiment, an entirely software embodi-
ment (including firmware, resident software, micro-code,
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4

etc.) or an embodiment combining software and hardware
aspects that may all generally be referred to herein as a “cir-
cuit,” “module” or “system.” Furthermore, aspects of the
present embodiments of the disclosure may take the form of
a computer program product embodied in one or more com-
puter readable medium(s) having computer readable program
code embodied thereon.

Any combination of one or more computer readable medi-
um(s) may be utilized. The computer readable medium may
be a computer readable signal medium or a computer read-
able storage medium. A computer readable storage medium
may be, for example, but not limited to, an electronic, mag-
netic, optical, electromagnetic, infrared, or semiconductor
system, apparatus, or device, or any suitable combination of
the foregoing. More specific examples (a non-exhaustive list)
of the computer readable storage medium would include the
following: an electrical connection having one or more wires,
a portable computer diskette, a hard disk, a random access
memory (RAM), a read-only memory (ROM), an erasable
programmable read-only memory (EPROM or Flash
memory), an optical fiber, a portable compact disc read-only
memory (CD-ROM), an optical storage device, a magnetic
storage device, or any suitable combination of the foregoing.
In the context of this document, a computer readable storage
medium may be any tangible medium that can contain, or
store a program for use by or in connection with an instruction
execution system, apparatus, or device.

A computer readable signal medium may include a propa-
gated data signal with computer readable program code
embodied therein, for example, in baseband or as part of a
carrier wave. Such a propagated signal may take any of a
variety of forms, including, but not limited to, electro-mag-
netic, optical, or any suitable combination thereof. A com-
puter readable signal medium may be any computer readable
medium that is not a computer readable storage medium and
that can communicate, propagate, or transport a program for
use by or in connection with an instruction execution system,
apparatus, or device.

Program code embodied on a computer readable medium
may be transmitted using any appropriate medium, including
but not limited to wireless, wireline, optical fiber cable, RF,
etc., or any suitable combination of the foregoing. Computer
program code for carrying out operations for aspects of the
present embodiments of the disclosure may be written in any
combination of one or more programming languages, includ-
ing an object oriented programming language such as Java,
Smalltalk, C++ or the like and conventional procedural pro-
gramming languages, such as the “C” programming language
or similar programming languages. The program code may
execute entirely on the user’s computer, partly on the user’s
computer, as a stand-alone software package, partly on the
user’s computer and partly on a remote computer or entirely
on the remote computer or server. In the latter scenario, the
remote computer may be connected to the user’s computer
through any type of network, including a local area network
(LAN) or a wide area network (WAN), or the connection may
be made to an external computer (for example, through the
Internet using an Internet Service Provider).

Aspects of the present embodiments of the disclosure are
described below with reference to flowchart illustrations and/
or block diagrams of methods, apparatus (systems) and com-
puter program products according to embodiments of the
embodiments of the disclosure. It will be understood that each
block of the flowchart illustrations and/or block diagrams,
and combinations of blocks in the flowchart illustrations and/
or block diagrams, can be implemented by computer program
instructions. These computer program instructions may be
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provided to a processor of a general purpose computer, spe-
cial purpose computer, or other programmable data process-
ing apparatus to produce a machine, such that the instruc-
tions, which execute via the processor of the computer or
other programmable data processing apparatus, create means
for implementing the functions/acts specified in the flowchart
and/or block diagram block or blocks.

These computer program instructions may also be stored in
a computer readable medium that can direct a computer, other
programmable data processing apparatus, or other devices to
function in a particular manner, such that the instructions
stored in the computer readable medium produce an article of
manufacture including instructions which implement the
function/act specified in the flowchart and/or block diagram
block or blocks.

The computer program instructions may also be loaded
onto a computer, other programmable data processing appa-
ratus, or other devices to cause a series of operational steps to
be performed on the computer, other programmable appara-
tus or other devices to produce a computer implemented
process such that the instructions which execute on the com-
puter or other programmable apparatus provide processes for
implementing the functions/acts specified in the flowchart
and/or block diagram block or blocks.

FIG. 1 provides a unified recovery system environment
100, in accordance with embodiments of the present inven-
tion. As illustrated in FIG. 1, a unified recover system 108 is
operatively coupled, via a network 101 to a customer system
104, to a representative system 106, and to a financial insti-
tution server 110. In this way, the unified recovery system 108
can send information to and receive information from the
customer system 104, the representative system 106, and
financial institution server 110, to correlate all of the custom-
er’s relationships with an entity into one unified recovery
system. FIG. 1 illustrates only one example of an embodiment
of a unified recovery system environment 100, and it will be
appreciated that in other embodiments one or more of the
systems, devices, or servers may be combined into a single
system, device, or server, or be made up of multiple systems,
devices, or servers.

The network 101 may be a global area network (GAN),
such as the Internet, a wide area network (WAN), a local area
network (LAN), or any other type of network or combination
of networks. The network 101 may provide for wireline,
wireless, or a combination wireline and wireless communi-
cation between devices on the network 101.

In some embodiments, a customer 102 is an individual who
has products with the entity. These products may be one or
more contracts, accounts, loans, transactions, agreements, or
the like. As such, the customer 102 may have one or more
products with payments in arrears. In some embodiments, the
customer 102 may be a merchant or a person, employee,
agent, independent contractor, and the like acting on behalf of
the merchant that may have one or more products with pay-
ments in arrears with the entity.

As illustrated in FIG. 1, the unified recovery system 108
generally comprises a communication device 146, a process-
ing device 148, and a memory device 150. As used herein, the
term “processing device” generally includes circuitry used
for implementing the communication and/or logic functions
of the particular system. For example, a processing device
may include a digital signal processor device, a microproces-
sor device, and various analog-to-digital converters, digital-
to-analog converters, and other support circuits and/or com-
binations of the foregoing. Control and signal processing
functions of the system are allocated between these process-
ing devices according to their respective capabilities. The
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6

processing device may include functionality to operate one or
more software programs based on computer-readable instruc-
tions thereof, which may be stored in a memory device.

The processing device 148 is operatively coupled to the
communication device 146 and the memory device 150. The
processing device 148 uses the communication device 146 to
communicate with the network 101 and other devices on the
network 101, such as, but not limited to a representative
system 106, a customer system 104, and a financial institution
server 110. As such, the communication device 146 generally
comprises a modem, server, or other device for communicat-
ing with other devices on a network 101.

As further illustrated in FIG. 1, the unified recovery system
108 comprises computer-readable instructions 154 stored in
the memory device 150, which in one embodiment includes
the computer-readable instructions 154 of a data collection
application 156. In some embodiments, the computer-read-
able instructions 154 include a communication application
157. In some embodiments, the computer-readable instruc-
tions 154 include a tracking application 158. In still further
embodiments, the computer-readable instructions 154
include a deployment application (not shown). In some
embodiments, the memory device 150 includes data storage
152 for storing data related to unified recovery system includ-
ing but not limited to data created and/or used by the data
collection application 156, communication application 157,
and/or tracking application 158.

In the embodiment illustrated in FIG. 1, the data collection
application 156 may collect and compile recover programs
utilized across the entity, customer relationship data across an
entity, and to generate a centralized location for customer
data. In some embodiments, the data collection application
156 may collect and compile recovery products utilized
across the entity into a single centralized unified recovery
system 108. These may be collected from entity representa-
tive systems 106, the financial institution server 110, and/or
other systems. These recover products may be internal or
external dockets, ledgers, software, systems, or the like that
are designed to initiate, monitor, and record any communica-
tion or payment associated with customer 102 products in
arrears. In further embodiments, the data collection applica-
tion 156 may collect and compile customer relationship data.
In this way, the data collection application 156 may compile
all information that an entity may have associated with a
customer 102. Customer relationship data may include, but is
not limited to addresses associated with a customer, customer
contact information, customer associate information, cus-
tomer products, customer products in arrears, or other infor-
mation associated with the customer’s one or more accounts,
loans, products, purchases, agreements, or contracts that a
customer may have with the entity. In other embodiments, the
data collection application 156 may merge the recovery pro-
grams and the customer relationship data together into the
unified recovery system 108. This data may be stored grouped
by on the customer 102, customer identification number,
account number, or telephone number. In this way, the system
may generate a single centralized location for customer rela-
tionships for a representative to view and interact with. As
such, any different recovery products and customer relation-
ship data may be integrated into the one centralized unified
recovery system.

In the embodiment illustrated in FIG. 1 the unified recov-
ery system 108 further comprises a communication applica-
tion 157. The communication application 157 allows for pre-
sentment of data to the representative, for rules determination
and presentment, determines lead accounts, and for commu-
nication via a network 101 with the customer 102. In some
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embodiments, the communication application 157 allows for
presentment of data to the representative. This data may be
customer 102 information, prior communications, communi-
cation dispositions, current accounts, accounts in arrears,
lead accounts, and the like. In this way, the representative may
have information associated with all customer relationships
within the entity easily accessible for his/her communication
with the customer 102. In some embodiments, the communi-
cation application 157 allows for incorporation of a rules
engine into the information provided to the representative. In
some embodiments, the rules associated with the rules engine
may be manually inputted by a representative. In some
embodiments, the rules associated with the rules engine may
be automatically inputted. In some embodiments, the rules
may be based on entity requirements or preferences. In some
embodiments, the rules may be based on customer prefer-
ences. In yet other embodiments, the rules may be based on
legal requirements or restrictions. These rules may be com-
municated to the representative system 106 for the represen-
tative 105 from the communication application 157 via the
network 101. In this way, the representative 105 may be aware
of the rules for customer 102 communications.

Along with the rules, the communication application 157
may also determine a lead account associated with the cus-
tomer 102, identify an appropriate representative 106, warn
or prohibit communications to a customer 102, or require
disposition input after a communication. Determining a lead
account requires the communication application 157 to com-
municate with the financial institution server 110 to select an
account in arrears that is most important for the entity to
recover. Selecting an appropriate representative may be
achieved by the communication application 157 based on
which representative has experience with that particular cus-
tomer, knowledge with that particular lead account, or gen-
eral expertise regarding a field associated with the lead
account. The communication application 157 may commu-
nicate warning or prohibiting communications to a customer
102 via the network 101 to a representative system 106.

In some embodiments, the communication application 157
may allow for representative 105 communications with the
customer 102 via the network 101. In this way, the commu-
nication application 157 allows for the communication, limits
the communication, and/or doesn’t allow any communication
based on the rules determined. In the embodiment illustrated
in FIG. 1, the unified recovery system 108 further comprises
a tracking application 158. The tracking application 158
tracks the communications of customer 102. As such, dates,
times, outcomes, responses, dispositions, or the like associ-
ated with each and every attempt to contact the customer 102.
In this way, the system may track whether a communication
went through to the customer, whom the representative spoke
to, the duration of the communication, time of communica-
tion, date of communication, or the like.

As illustrated in FIG. 1, a representative 105 may be an
individual customer service representative for an entity, an
operator, and the like. In some embodiments the representa-
tive 105 may be an individual employed by the entity. In some
embodiments, the representative 105 may be an outside con-
tractor for the entity. The representative 105 may have unique
skills or experience with recovery payments in arrears for
various products associated with products provided by the
entity.

As illustrated in FIG. 1, the representative system 106
generally comprises a communication device 136, a process-
ing device 138, and a memory device 140. The processing
device 138 is operatively coupled to the communication
device 136 and the memory device 140. In some embodi-
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ments, the processing device 138 may send or receive data
from the customer system 104, financial institution server
110, and/or the unified recover system 108 via the communi-
cation device 136 over a network 101. As such, the commu-
nication device 136 generally comprises a modem, server, or
other device for communicating with other devices on the
network 101.

As further illustrated in FIG. 1, the representative system
106 comprises computer-readable instructions 142 stored in
the memory device 140, which in one embodiment includes
the computer-readable instructions 142 of a representative
application 144. In the embodiment illustrated in FIG. 1, the
representative application 144 allows the representative sys-
tem 106 to be linked to the unified recovery system 108 to
communicate, via a network 101, the information related to
the communications with a customer 102 related to products
with payments in arrears. In some embodiments, the commu-
nication from the representative 105, such as communication
inputted on the unified application by the representative 105,
may be communicated to the unified recover system 108 via
the communication device 136. The representative applica-
tion 144 may also allow the representative to receive data,
such as the unified application including customer relation-
ships, or the like, in order to communicate with the customer.
The memory device 140 further includes a data storage device
141.

FIG. 1 also illustrates a customer system 104. The cus-
tomer system 104 generally comprises systems with devices
the same or similar to the devices described for the unified
recovery system 108, and/or the representative system 106
(i.e., communication device, processing device, and memory
device). Therefore, the customer system 104 may communi-
cate with the unified recovery system 108, the representative
system 106, and/or the financial institution server 110 in the
same or similar way as previously described with respect to
each system. The customer system 104, in some embodi-
ments, is comprised of systems and devices that allow the
customer 102 to communicate with the representative 105
over a network 101. The customer system 104 may be, for
example, a home phone, a desktop personal computer, a
mobile system, such as a cellular phone, smart phone, per-
sonal data assistant (PDA), laptop, or the like. Although only
a single customer system 104 is depicted in FIG. 1, the unified
recovery system environment 100 may contain numerous
customer systems 104.

The financial institution server 110 is operatively coupled
to the unified recovery system 108, the representative system
106, and/or the customer system 104 through the network
101. The financial institution server 110 has systems with
devices the same or similar to the devices described for the
unified recovery system 108 and the representative system
106 (i.e., communication device, processing device, and
memory device). Therefore, the financial institution server
110 communicate with the unified recovery system 108, the
representative system 106, and/or the customer system 104 in
the same or similar way as previously described with respect
to each system. The financial institution server 110, in some
embodiments, is comprised of systems and devices that allow
the unified recover system 108, the representative system
106, and the customer system 104 access to one or more
accounts associated with the customer 102 with the financial
institution.

It is understood that the servers, systems, and devices
described herein illustrate one embodiment of the invention.
It is further understood that one or more of the servers, sys-
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tems, and devices can be combined in other embodiments and
still function in the same or similar way as the embodiments
described herein.

FIGS. 2-3 illustrate flowcharts providing an overview of a
process 300 for providing and configuring virtual calling
modes for virtual dialing campaigns. One or more devices,
such as the one or more devices and/or one or more other
computing devices and/or servers of FIG. 1, can be config-
ured to perform one or more steps of the process 300
described below. In some embodiments, the one or more
devices performing the steps are associated with a financial
institution. In other embodiments, the one or more devices
performing the steps are associated with a merchant, busi-
ness, partner, third party, credit agency, account holder, and/
or user. As provided herein, it will be understood that the
process of FIG. 3 is merely an exemplary embodiment and
that the various steps of process 300 can be conducted in any
order.

As illustrated at block 302, account data is received. In
some embodiments, the account data comprises information
from one or more accounts associated with one or more
clients, customers, account holder, and/or guarantors. Exem-
plary account data includes account numbers, phone numbers
associated with the account, balances, current payments due
dates, past payments due dates, payment history, credit line
amounts, loan amounts, types of account, accounts associated
with the account customer (e.g., a grouping of accounts des-
ignated with an internal ID), age of account, regulations asso-
ciated with the account, call history associated with the
account, social media data associated with account custom-
ers, and so forth. The account data, in some embodiments, is
received from customers, merchants, third party financial
institutions, online accounts, and the like.

As illustrated at block 304, an account status associated
with one or more accounts is identified based on the account
data. The account status includes an early stage balance dues
status (account balances having a due date that is less than 90
days old), a medium stage balance dues status (account bal-
ances having a due date that is 50-100 days earlier than the
current date), a late stage balance dues status (account bal-
ances having a due date that is more than 90 days old), a call
cap status, a message cap status, and so forth. For example, if
it is determined that a specific account has a payment that was
due 27 days ago, then that account may be given an early stage
balance dues status. Further, the account status can also be
related to calculated calling or messaging velocities (i.e., the
number of outbound calls/messages per day, week, or month).
Based on state or federal regulations and/or customer instruc-
tions, a specific account may be given a status that has a
specific call or message cap (e.g., only allowed 2 calls for a
particular day based on current number of calls for the day or
the week).

As illustrated at block 306, the one or more accounts are
grouped into one or more queues based on the identified
account status. As used herein a “queue” includes, but is not
limited to lists of accounts associated with a dialing cam-
paign. For example, all account having an early stage balance
dues status are grouped together in one queue, all accounts
having an late stage balance dues status in another queue, and
so forth. In some embodiments, the one or more queues may
be capped ata certain number. For example, each ofthe one or
more queues may include a maximum of 200 accounts so that
the user has enough time in the work day to complete the
queue. In other embodiments, the number of accounts in the
queue may be limited based on the number of phone numbers
for the accounts in the queue, the call or message cap for each
account in the queue, the geographical location of the cus-
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tomer, government regulations governing each account, the
customer status (e.g., VIP customer), type of account (e.g.,
checking, savings, credit cards, and so forth), and the like. If
50% or more of the accounts have three or more numbers
associated with the account, or more than two customers
associated with the account, or a calling cap of more than 3
calls for the account, for example, then the number of
accounts in the queue may be limited to 100, while a queue
where the portion of accounts with multiple numbers/custom-
ers and a high calling cap is less than 20% of'the total number
of'accounts, then the number of accounts in the queue may be
higher than 200. In other embodiments, the account number
maximum for each of the one or more queues is based on the
number of available operators, workloads, holiday schedules,
operator experience, and so forth.

As illustrated at block 308, a first call mode is selected for
at least one queue selected from the one or more queues. The
call modes includes inward call modes, outward call modes,
an autopace mode, a view first mode, a manual dial mode, a
browse mode, and combinations thereof. In the illustrated
embodiment, the first call mode comprises an inward call
mode. The inward call modes and outward call modes, in
some embodiments, are automated and/or manual. The auto-
pace mode, in some embodiments, includes automated out-
ward dialing. For example, a virtual dialer may automatically
dial one or more numbers for each account in a queue such
that the operator talking to the customer has no input with
regard to the timing of the dialing, the order of dialing, and so
forth. In other examples, the dialing campaign in the autopace
mode includes only recorded messages. In this way, effi-
ciency is driven higher for dialing campaigns in the autopace
mode. The manual dial mode allows a user to receive inward
calls or place outward calls manually. In further embodi-
ments, the browse mode enables trainees, managers, or
administrators to review calling modes, queues, user actions,
accounts, and the like without actually participating in a dial-
ing campaign (i.e., receiving or placing calls). This allows
management to determine dialing parameters as discussed in
more detail below.

In other embodiments, the first call mode or other call
modes associated with the process 300 comprises the view
first mode. In the view first mode, outward calls are initiated
directly from the user’s desktop when an account is launched
after a predetermined delay. In some embodiments, the view
first mode includes assisted dialing such that the system
prompts the first outward call in the queue or in a particular
account. After the first assisted dialing occurrence for a par-
ticular queue or an account in the queue, the user is allowed to
initiate the next call. In the view first mode, the user can set the
delay time for reviewing the account and the user can also
determine the dialing order for each account (e.g., home
number first, work number second, and so forth). Further,
because the outward call is initiated from the user’s desktop in
the view first mode, this mode of dialing is not considered to
be an automated dialer and falls outside of the scope of some
government regulations related to automated dialers.

In some embodiments, the first call mode or other call
mode is selected based on the account status of the accounts
in the at least one queue. For example, queues that include
accounts with an early stage balance dues status may be
assigned to an autopace mode, while queues that include
accounts with a medium or late stage balance dues status may
be assigned to a mode with a more targeted approach such as
the view first mode or the manual dial mode. Queues that
include accounts that have a very low calling/messaging cap
orthathave payments due dates that are more than 90 days old
may require greater levels of analysis to determine how many
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times to call, the best day of the week to call (e.g., pay day),
the best time of the day to call, what phone numbers to use, the
best form of communication (e.g., text, email, or phone call),
which customer associated with a particular account to call
(e.g., account history may indicate that the secondary account
holder is more responsive than the primary account holder),
the dialing order, and the like.

As illustrated at block 310, the dialing parameters associ-
ated with the first call mode is determined. In some embodi-
ments, filter and/or sort criteria are applied to the account data
in order to determine the dialing parameters. The dialing
parameters include account priority of the at least one queue,
calling mode rules, user dialing authorization, and so forth.
For example, the account may be prioritized in the at least one
queue according to due dates, payment amounts, account
balances, account types, calling velocity, and so forth. In
other examples, the calling mode rules include rules for
blending calling modes, criteria for switching calling modes,
and the like. The user dialing authorization determines
whether or not the user is allowed to stop a dialing campaign
after a certain period of time or number of calls, choose the
next account in the at least one queue (e.g., in manual dial
mode), choose the next number associated with an account to
dial, and so forth. In some embodiments, the dialing param-
eters are based on information obtained in the browse mode
(see, e.g., FIG. 6). For example, an administrator or other
operator may review accounts in the browse mode to deter-
mine the best dialing strategy for a particular account or group
of accounts.

Asillustrated at block 312, at least one queue is provided to
a user via a display of a computing device that is in commu-
nication with the system. The system of process 600 can inject
modules and code such that the queues assigned to a particu-
lar user will appear on the user’s desktop when the user logs
into the system. Details regarding the display of the queue are
provided below with regard to FIGS. 4-6.

Referring now to FIG. 3, the process 300 is further illus-
trated. As illustrated at block 314, a first account from a first
queue of the at least one queue is launched. For example, a
user may access the “Queue Explorer” on the system at their
workstation to access assigned queues (see, e.g., FIG. 4).

As illustrated at block 316, a first inward call associated
with the first account is provided to the user in accordance
with the first calling mode. In some embodiments, the second
calling mode includes the inward mode and/or manual dialing
mode. The accounts of the first queue may include accounts
that include only a particular type of account and payment due
dates. Also, the first queue may only include accounts that are
associated with inward calls received from customers. In such
cases, the first queue may include inward calls of customers
currently waiting to speak with an operator or resolve an
issue.

As illustrated at block 318, the first calling mode is
switched to a second calling mode. For example, in order to
reduce workloads, speed up efficiency, and improve customer
satisfaction, the system of process 300 may switch the calling
mode from an incoming call mode to a view first mode or a
manual dial mode. In some embodiments, the switch to the
second calling mode occurs after the inward call has been
completed. In this way, the user is not completely side tracked
and can complete his or her assigned queue with minimal
interference but still reduce wait times and customer aban-
donment rates. In other cases, the switch can occur after more
than one inward call is completed or other tasks are com-
pleted. For example, the switch may occur after completion of
at least one inward and after the user has written a report or
forwarded a report to a database.
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In further embodiments, the system of process 300 deter-
mines a delay in incoming calls associated with the first
queue. For example, if the number of incoming calls for
accounts of the first queue is low, the incoming calls are
infrequent, or if the ratio of operators to incoming calls is
high, the system switches the calling modes. In this way, the
user can continue to work efficiently without Iulls in calls
being initiated or received by the user. In the illustrated
embodiment, the second calling mode comprises the view
first mode, but it will be understood that another calling mode
such as the manual dial mode may also be blended with the
first and/or second calling modes of the process 300.

In other embodiments, the mode is not switched. For
example, the calling mode may comprise a hybrid calling
mode that includes at least a portion of the view first mode, the
manual dial mode, the autopace mode, the inward mode,
and/or the outward mode. In such cases, the process 300
proceeds directly to step 320 without switching modes.

As illustrated at block 320, an additional account of a
second queue of the at least one queues is launched. For
example, a user may access the “Queue Explorer” on the
system at their workstation to access assigned queues (see,
e.g., FIG. 4).

As illustrated at block 322, the user is allowed to select a
delay period and/or dialing strategy for each account in the at
least one queue. The delay period allows the userto absorb the
information associated with a launched account before pro-
ceeding with the call. For example, the user may set the delay
to 5 seconds for simple tasks or accounts, but may set the
delay period to 18 seconds for more complex accounts. The
dialing strategy includes rules for prioritizing the dialing
order for an account. For example, based on predetermined
filtering and sorting processes, memos attached to the
account, or calling history, the user may determine that
between the hours 0of6:15PMand 7:15 PM it is best to dial the
home phone first before dialing the work phone number
because the customer has answered their home phone 68% of
the time in the past 6 months at that time, but has only
answered the work phone 1% of the time number between the
same hours in the past 6 months. Also, the dialing strategy
may also include rules that instruct the dialer (whether virtual,
manual, assisted, or other dialer) to dial only certain custom-
ers or other entities attached to the account and not others. The
dialing strategy can prioritize not only the dialing order for a
particular customer associated with an account but also the
dialing priority for the customers or other entities associated
with the account. For example, if there is more than one
business or person associated with the account, the dialing
strategy can include rules for dialing the business entity first
before dialing the manager or the owner of the business entity,
and the dialing strategy rules may further instruct the dialer to
prioritize the dialing order for the business entity, the man-
ager, and the owner if there is more than one phone number
associated with each account entity.

As illustrated at block 324, an assisted outward call is
initiated from the user’s computing device after the delay
period and/or in accordance with the dialing strategy. In some
embodiments, the first outward call is initiated in the view
first mode as discussed above. Although the illustrated
embodiment initiates the first outward call in the view first
mode, it will be understood that other calling modes can be
used and that dialing may be initiated manually. In some
embodiments, the first outward call is manually dialed. The
dialing mechanism for initiating the first outward call (or
second outward call described below) includes a manual dial-
ing device such as telephones or cellphones that utilize digital
technology or land lines, virtual dialing devices, and the like.
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In additional embodiments, a second outward call is initi-
ated. In situations where there are currently no inward calls,
for example, a second outward call may be placed. In some
embodiments, the user selects and places the second outward
call. For example, only a portion of a dialing list for the
additional account of the second queue account may have
been placed (e.g., only the first number out of four phone
numbers may have been dialed), or that user may be required
to put additional data into the fields of the additional account.
In other cases, the second outward call may be associated
with an entirely different account than the additional account
in the second queue. In still other embodiments, the second
outward call may be associated with a third queue of the at
least one queue.

As illustrated at block 326, the second calling mode is
switched back to the first calling mode. In some embodi-
ments, the calling mode switch is in response to the comple-
tion of the assisted outward call. In further embodiments, the
user is eligible to receive an inward call after completing the
outward call or completing the work associated with the
additional account in the second queue. The system can be
configured to push an incoming call from first queue or other
queue to the user after each and every outward call is com-
pleted. If there is a large number of incoming calls in first
queue, this switching allows the modes to blend and reduces
caller abandonment rates and waiting times for inward calls.
In one specific example, a user that has three phone numbers
to dial for a particular account (e.g., a home phone, a work
phone, and an alternate phone) will be eligible to receive an
inward call after completing the first call. In other examples,
the user may be eligible to receive an inward call after the
tasks for the account is complete, i.e., after completing the all
three calls and moving or searching to another account.

In additional or alternative embodiments, the second call-
ing mode is switched to a third calling mode. For example, if
the user has completed the assisted outward call and if there
are no inward calls in the first queue or if there are no pending
accounts that need attention in the second queue, the system
of process 300 may switch the user to a third calling mode
such as the manual dial mode. In such embodiments, the third
calling mode is associated with a third queue of the at least
one queues. For example, if the third account has a large
number of pending accounts that need to worked on or if there
are not enough operators to work on the third queue, the user
may be presented with the third queue. In other embodiments,
the third calling mode is associated with the first queue or
second queue. For example, the user may be able to choose
which inward call to take in the first queue in a manual inward
mode rather than an automated inward mode. In other
examples, the second calling mode of the second queue may
be switched from the view first mode to a manual dial mode or
other mode.

As illustrated at block 328, a second account from the first
queue is launched. The user is returned to the first queue on
the desktop. In some embodiments, the first account may be
re-launched from the first queue in situations where the user
had not completed the tasks for the first account. In other
embodiments, the second account is launched after the out-
ward call is completed or after the switch back to the first
calling mode. The second account may include, for example,
the next account in the first queue after the first account, or
any other account associated with the next customer call.

Asillustrated at block 330, a second inward call is provided
to the user in accordance with the first calling mode. After the
second inward call of the first queue is completed, the user
may be provided with another inward call or switched to
another calling modes based on customer waiting times, the
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volume of customer calls, and other parameters associated
with the first or second queues.

Although the embodiments in FIGS. 2-3 are related to
telephone calls, it will be understood that other forms of
communication such as email, texts, facsimile messages, and
the like may also be implemented in process 300.

FIGS. 4-6 illustrate screen shots of graphical user inter-
faces (GUI) of a system for providing, configuring, and
implementing virtual calling modes for virtual dialing cam-
paigns.

In FIG. 4, the “Autopace” mode is selected in a connect
ribbon 420 located near the top of a graphical user interface
(GUI) 410. The connect ribbon 420 enables the user to
quickly determine the mode that they are currently using,
change modes, or disconnect. Also included in the GUI 410 is
a “Queued Work™” ribbon that allows the user to quickly
access the queue explorer tool and navigate through queues.
As shown on the left hand side of the GUI, the queue explorer
lists various levels of queues and types of accounts and the
queues or accounts in each level.

The “Current Queue” is displayed along with an “Account
Summary,” which provides an overview of the queue. A filter
and sort tab enable the user to customize the priority and filter
the accounts in the queue according to inputted account or
customer criteria. In FIG. 4, a “Details” tab is selected and
shows the listing of all of the accounts in the queue and details
of the account such as customer name, account number,
account status, current balance, billing cycle, time zone, and
schedule review date. The user can select and account under
the details tab to view the account as illustrated in FIG. 6 and
as discussed in more details below.

In FIG. 5, GUI 500 displays a view first mode of the
system. In the illustrated embodiment, the user selects an
account and sets the call time delay for the account and the
phone number to be dialed. In the example, the user will be
given a total of 11 seconds after launching the selected
account or upon connection to the view first mode to review
the details of the account. After the 11 seconds, the custom-
er’s home phone number is dialed from the user’s desktop. In
this way, each account in the queue is customized to the user’s
needs. Although the illustrated embodiment shows the user
setting the delay period and the dialing strategy for a particu-
lar account, it will be understood that the user may also set the
same delay period and dialing strategy for other accounts or
all accounts in the queue. In other embodiments, the delay
period and phone number is only selected for the first account
in the queue. In still other embodiments, an administrator
may set up the delay period and dialing strategy.

In FIG. 6, a portion of a GUI 600 is illustrated. In this
illustration, multiple customer account tabs are open. In some
embodiments, the accounts are selected from a queue. In GUI
600, a “Primary Information” sub-tab is displayed in an
account tab and includes account details such as the custom-
er’s name and address, name of the account, type of account,
customer status indicator (i.e., “VIP”), phone numbers asso-
ciated with the account, account details, insurance details, last
payment information, current payment details, amount owed
details, customer level payment history, comments, and
actions. Less critical data such as other accounts, account
transfers, transactions, and other non-payment related details
may be included in the “Secondary Information™ tab. The
account data allows the user to easily determine what ques-
tions to ask the customer and allows the user to update the
account data as needed.

The flowcharts and block diagrams in the Figures illustrate
the architecture, functionality, and operation of possible
implementations of systems, methods and computer program
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products according to various embodiments of the present
disclosure. In this regard, each block in the flowchart or block
diagrams may represent a module, segment, or portion of
code, which comprises one or more executable instructions
for implementing the specified logical function(s). It should
also be noted that, in some alternative implementations, the
functions noted in the block may occur out of the order noted
in the figures. For example, two blocks shown in succession
may, in fact, be executed substantially concurrently, or the
blocks may sometimes be executed in the reverse order,
depending upon the functionality involved. It will also be
noted that each block of the block diagrams and/or flowchart
illustration, and combinations of blocks in the block diagrams
and/or flowchart illustration, can be implemented by special
purpose hardware-based systems which perform the specified
functions or acts, or combinations of special purpose hard-
ware and computer instructions.

The terminology used herein is for the purpose of describ-
ing particular embodiments only and is not intended to be
limiting of embodiments of the disclosure. As used herein, the
singular forms “a,” “an,” and “the” are intended to include the
plural forms as well, unless the context clearly indicates oth-
erwise. It will be further understood that the terms “com-
prises” and/or “comprising,” when used in this specification,
specify the presence of stated features, integers, steps, opera-
tions, elements, and/or components, but do not preclude the
presence or addition of one or more other features, integers,
steps, operations, elements, components, and/or groups
thereof.

The corresponding structures, materials, acts, and equiva-
lents of all means or step plus function elements in the claims
below are intended to include any structure, material, or act
for performing the function in combination with other
claimed elements as specifically claimed. The description of
the present disclosure has been presented for purposes of
illustration and description, but is not intended to be exhaus-
tive or limited to embodiments of the disclosure in the form
disclosed. Many modifications and variations will be appar-
ent to those of ordinary skill in the art without departing from
the scope and spirit of embodiments of the disclosure. The
embodiment was chosen and described in order to best
explain the principles of embodiments of the disclosure and
the practical application, and to enable others of ordinary skill
in the art to understand embodiments of the disclosure for
various embodiments with various modifications as are suited
to the particular use contemplated. Although specific embodi-
ments have been illustrated and described herein, those of
ordinary skill in the art appreciate that any arrangement which
is calculated to achieve the same purpose may be substituted
for the specific embodiments shown and that embodiments of
the disclosure have other applications in other environments.
This application is intended to cover any adaptations or varia-
tions of the present disclosure. The following claims are in no
way intended to limit the scope of embodiments of the dis-
closure to the specific embodiments described herein.

What is claimed is:
1. A system for implementing virtual dialing campaigns
using virtual calling modes, the system comprising:

a computer apparatus including a processor and a memory;
and

a virtual dialer software module stored in the memory,
comprising executable instructions that when executed
by the processor cause the processor to:
receive account data associated with customer accounts;
identify an account status associated with each of the

accounts based on the account data;
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group the accounts into one or more queues based on the
identified account status;

select a first call mode for at least one queue;

determine dialing parameters associated with the first
calling mode;

provide the at least one queue to a user via a display of a
computing device that is in communication with the
system; and

allow the user to select at least one of a delay period and
dialing strategy for at least one account in the at least
one queue,

wherein the dialing strategy comprises a dialing order
for every phone number associated with the at least
one account.

2. The system of claim 1, wherein the executable instruc-
tions further cause the processor to:

launch a first account from a first queue of the at least one
queue;

provide an inward call to the user in accordance with the
first calling mode.

3. The system of claim 2, wherein the executable instruc-

tions further cause the processor to:

switch the first calling mode to a second calling mode.

4. The system of claim 3, wherein the executable instruc-
tions further cause the processor to:

allow the user initiate an outward call associated with a
second account of a second queue of the at least one
account in accordance with the second calling mode.

5. The system of claim 2, wherein the executable instruc-

tions further cause the processor to:

switch the second calling mode back to the first calling
mode;

launch a second account from the first queue; and

provide a second inward call to the user in accordance with
the first calling mode.

6. The system of claim 4, wherein the executable instruc-

tions further cause the processor to:

allow the user to select an account from the second queue
and dial a second outward call from the computing
device.

7. The system of claim 1, wherein the executable instruc-

tions further cause the processor to:
initiate an assisted outward call associated with the at least
one account from the computing device after the delay
period or in accordance with the dialing strategy.
8. The system of claim 1, wherein the at least one queue
comprises accounts having balance due dates for a pre-se-
lected period of time.
9. The system of claim 1, wherein the account data com-
prises account numbers, customer names, account phone
numbers, account balances, payment due dates, account call-
ing history, account velocities, or regulations.
10. The system of claim 1, wherein the executable instruc-
tions further cause the processor to:
apply filter criteria to the account data; and
prioritize the accounts based on the filter criteria.
11. A computer program product for implementing virtual
dialing campaigns using virtual calling modes, the computer
program product comprising:
a non-transitory computer readable storage medium hav-
ing computer readable program code embodied there-
with, the computer readable program code comprising:
computer readable program code configured to receive
account data associated with customer accounts;

computer readable program code configured to identify
an account status associated with each of the accounts
based on the account data;
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computer readable program code configured to group
the accounts into one or more queues based on the
identified account status;

computer readable program code configured to select a
first calling mode for at least one queue;

computer readable program code configured to deter-
mine dialing parameters associated with the first call-
ing mode;

computer readable program code configured to provide
the at least one queue to a user via a display of a
computing device of the user; and

computer readable program code configured to allow the
user to select at least one of a delay period and dialing
strategy for at least one account in the at least one
queue,

wherein the dialing strategy comprises a dialing order
for every phone number associated with the at least
one account.

12. The computer program product of claim 11, further
comprising computer readable program code configured to
launch a first account from a first queue of the at least one
queue and provide an inward call to the user in accordance
with the first calling mode.

13. The computer program product of claim 12, further
comprising computer readable program code configured to
switch the first calling mode to a second calling mode.

14. The computer program product of claim 11, further
comprising computer readable program code configured to
initiate an assisted outward call associated with the second
account from the computing device after the delay period or
in accordance with the dialing strategy.

15. A computer-implemented method for implementing
virtual dialing campaigns using virtual calling modes, the
method comprising:
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receiving account data associated with customer accounts;
identifying, by a processor, an account status associated
with each of the accounts based on the account data;
grouping the accounts into one or more queues based onthe
identified account status;
selecting, by a processor, a first call mode for at least one
queue;
determining dialing parameters associated with the first
calling mode;
providing, by a processor, the at least one queue to a user
via a display of a computing device of the user; and
allowing the user to select at least one of a delay period and
dialing strategy for at least one account in the at least one
queue,
wherein the dialing strategy comprises a dialing order for
every phone number associated with the at least one
account.
16. The computer-implemented method of claim 15, fur-
ther comprising:
launching, by a processor, a first account from a first queue
of the at least one queue;
providing an inward call to the user in accordance with the
first calling mode.
17. The computer-implemented method of claim 16, fur-
ther comprising:
switching, by a processor, the first calling mode to a second
calling mode.
18. The computer-implemented method of claim 17, fur-
ther comprising:
initiating, by a processor, an assisted outward call associ-
ated with a second account of a second queue of the at
least one account in accordance with the second calling
mode.



